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- FOREWORD

During FY 1973-74, the Operations Research and Systems Analysis Office is
conducting an investigation of Air Force food service under Task 03, Project No.
1J662713AJ45, Analysis and Design of Military Feeding Systems, of the DOD Food
Research, Development, Test and Engineering Program. The effort is directed primarily
towards defining, developing and evaluating proposed modifications to the existing food
service system and operations with the objectives of improving performance and
effectiveness.

This report, one of several being published relating to the subject investigation,
provides a preliminary analysis of consumer's evaluaticns of proposed changes in food
service at Travis Air Force Base, California, which was selected as the primary study site.
The purpose is to determine which changes are likely to have the greatsst effect in terms
of increasing the number of meals served by Travis food service facilities, thereby increasing
the nutritional intake within these facilities and improving morale.
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ABSTRACT

In order to evaluate proposed changes to the food service system at Travis AFB,
a consumer survey was conducted. Based upon results from interviews, a questionnaire

was developed describing eighteen possible changes that could be made in the food service .

system as presently operating. The consumers were asked to report what effect, if any,
each change would have in terms of increasing or decreasing the number of meals they
would consume in or from existing and proposed food outlets.

Results indicate that overall attendance rates could be significantly increased if the
following changes were instituted:

Increase the quality of food offered
Allow carry-out service

Offer a special evening meal
Increase the variety of foods offered

LN

Interview comments both confirm the importance of these changes and provide some
clarification concerning the nature of the desired changes.




INTRODUCTION

One of the more apparent problems in current military food service systems is low
attendance in dining halls. 'In many cases the military customers who receive meals as
part of their pay have an attendance rate below forty percent. During the time that
these consumer surveys were being conducted, the attendance rate among Travis
subsistence-in-kind customers was approximately 33%.

Ascertaining reasons for non-attendance in military dining halls and finding the means
to increase attendance is a complex problem. Individual’s choices of where, when, and
what to eat are influenced by many factors: job demands, group influences, and available
facilities to name just a few. Compounding the problem is the fact that day to day
variation in an individual's eating pattern is significant. Choices made on Monday may
be reversed on Tuesday. The interaction of these factors does not mean that attempts
to increase overall attendance at dining facilities will be doomed to failure. The complex
nature of the problem does suggest that attempts to improve the performance of a food
service system must be geared to specific meals and perhaps most importantly to specific
consumer groups.

In the Air Force there are three rather distinct consumer groups. The largest group,
in terms of dining hall users, are the "subsistence-in-kind’’ individuals who receive free
meals as part of their pay. During the time of these consumer studies at Travis AFB,
the ’‘subsistence-in-kind” consumer group represented approximately 20% of the total
enlisted population of the base. The remaining 80% were individuals who received a
monetary allowance for food and thus were not entitled to eat in dining facilities unless
they paid cash for each meal. These individuals comprise two distinct consumer groups.
Some of these men and women are single, live in dormitories on base, and are thus
potentially frequent users of the dining facilities. Married individuals who live in housing
on or off post are less likely to utilize military food services, no matter what changes
are made,

Consumer surveys are one means to obtain data by which to guide planned change.
Consumers’ comments are sometimes, however, dismissed as unsubstantiated or unfounded
complaints — exaggerations or standard “‘gripes”. There are indeed cases in which
individuals will express ‘‘unwarranted’’ criticism and complaints. Food service appears
particularly prone to such complaints. Even the best restaurant cannot escape at least
occasional criticismi’ for a poor meal, bad service, high cost, and so forth. But, perhaps
in food service more than most other systems, consumers’ commenis must be continually
solicited and carefully evaluated. Hamburger may for example, be called “greasy’”’ even
though the actual fat content is low. Perception, therefore, plays a crucial role in
determining whether food is acceptable and whether consumers will return.




This report will ‘summarize consumers’ perceptions of military food service and their
reactions to proposed changes to the food service system at one large Air Force installation.




METHOD

General: The costs involved in changing a food service system are large enough to warrant
careful examination of consumer’'s expressed needs and suggestions. To assure that
conclusions would be based on sound data, a multi-method approach to data collection
was adopted. ‘

Exhibit 1 summarizes the major steps taken in this study of consumer’s reactions
to possible changes in their existing food service system. Dining hall attendance records
were analyzed so that interview comments or questionnaire responses could be evaluated
against, or used as a basis to project participation rates, Approximately 300 individuals,
who had previously completed food preference and consumer opinion surveys, comprised
the basic sample in its present study.

Approximately 50 individuals were interviewed in unstructured group sessions so as
to obtain consumers’ opinions expressed in their own words and free of the structure
inevitably imposed by questionnaires. Approximately 50 consumers were interviewed
individually so as to pretest possible questionnaire items and weed out any statements
that were ambiguous or which did not identify an important change as far as the consumers
were concerned,

After eighteen changes had been formalized in a questionnaire, another group of 200
consumers estimated the increase or decrease each change would have on their present
attendance.

All individuals participating in this study were enlisted personnel since officers
normally eat in separate facilities which are not within the scope of this experiment.

The data collection and analysis procedures were as follows:

1) analyze one week of dining hall headcount records to select a consumer sample.

2) interview some consumers in individual sessions to obtain ratings of twenty-one
possible changes to the existing food service system. Analyze these ratings to select no
more than eighteen statements for a questionnaire.

Interview Conditians: Group interview sessions were unstructured. Except for a few
introductory remarks by the interviewers, group members did nearly all the talking.
Participants were asked to discuss food service at Travis from their own viewpoint. From
that point on, the interviewer simply transcribed what was said. Questions from the
interviewer were restricted to requests for clarification or for specific examples. Although
it was intended that each group would contain five members, some groups contained fewer
than the five individuals notified of the meetings. This variation is due at least partially
to a heavy workload on the flight line and maintenance shops.

3



Exhibit 1

Procedures Utilized in a Study of Proposed Changes

Analyze Dining Hall
Headcount Records

Select
Consumer
Sample
n =300
Interview Consumers
in Group Sessions
o n= 50
J
Consumer Comments
in Exhibits 5-8
4 b

1

Interview Consumers
in Individual Sessions
n =50

Importance Judgments
of 21 Possible Changes
Exhibit 2

Include 18 Changes in
a Questionnaire

Give Questionnaire to
Consumers n == 200

Compute Projected
Attendance Exhibits 3 & 4




Structured interviews were conducted on an individual basis. Forty-eight individuals
appeared in one-half hour sessions. Each individual was asked to evaluate a list of 21
proposed changes in the base food service system. Appendix A presents each statement
together with a brief description of the nature of the change.

Each change (indicated in Bold Face Type) was typed onto a separate card.
Interviewers were asked to place each card into one of seven piles. Each pile had to
contain three cards when the task was complete. Changes were evaluated in terms of
which were most important to the consumer. The three most important changes were
placed into pile #1; the three least important into pile #7.

Questionnaire Sample: A list of 321 names were drawn from the sample defined for
an earlier Consumer Opinions Survey!, of which 223 individuals appeared to complete
the "Proposed Changes Questionnaire”. Appendix B presents a copy of the questionnaire
and instructions.

The sample consisted of 99 individuals authorized a subsistence allowance (BAS) and
109 individuals on subsistence-in-kind (S1K). No determination could be made with respect
to the meal status of fifteen participants. These cases were not utilized in computing
projected attendance rates for SIK or BAS groups but were included when computing
the overall projected attendance rate.

Questionnaire Conditions: The questionnaire asked individuals to evaluate the impact of
proposed changes on their present attendance rates. Results from interviews indicated
that of twenty-one possible changes evaluated in individual-structured interview sessions,
three changes could be eliminated, thereby shortening the questionnaire and reducing
administration time. Providing more parking space, eliminating the signature requirement,
and removing cash collections were the three changes so eliminated. The average scores
of the evaluations of these changes are significantly different from and lower than the
scores for all other changes.

Verbal instructions to participants in each session were minimized: emphasis was
placed upon the written instructions included with each questionnaire. Time during normal
working hours was permitted to complete the questionnaire. Evening sessions were held
to accommodate shift workers.

, Respondents were instructed to provide three types of information in the proposed
changes questionnaire. First, given attendance records covering a past one week period,
individuals were asked to confirm their current attendance rates — correcting the past
record if necessary. After establishing their current attendance rate, the respondent
evaluated each of the eighteen proposed changes in terms of whether the change would
increase, decrease or not effect his current attendance pattern. Finally, respondents were
asked to choose and rank the five most important changes, disregarding to the extent




possible any effects on attendance. The order in which changes were presented within
the questionnaire was varied so as to cancel any effects due to placement of questionnaire
jtems. - :
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RESULTS

importance Judgments: Exhibit 2 presents the means and standard deviations for each
of ths twenty-ona proposed changes evaluated in individual-structured interview sessions,
Throughout this section we are summarizing results obtalned from these interviews.

In terms of tha overall ordering, changes to improve food quality, variaty, ¢leanliness,
service, and quantity appear to be the most important. Removing cash collections,
aliminating signature requirements and providing additional parking space appear to be
the least important changes.

The rank order of tha proposed changes is of intarest, but specific comparisons are
perhaps more relevant. Obviously quality is more important than variety, but is the
difference statistically significant? Can we conclude that improving food quality is more
importani to consumers than increasing the variaty of food oifered? The answer to these
guestions requires analysis of variance and comparison among means, which is provided
in Appendix C.

Two comparisons were of particular interest. In the interest of shortening the
proposed changes questionnaire, several of the changes included in the interview sassions
were eliminated. The averages for cash collactions, parking space, and signature heedcount
appeared to ba relativaly similar and much less important than other changes. The
differences among these three means and any other mean was significant at the .01
level. To tha extent that interview participants are representative of the total population
the changes most important to consumers are:

1. Improve the quality of food served,
2. Increase the variety of food offered.
3. Improva the appearance of dinina halls.

Statistical tests show that tha mean responses to these items ara significantly different
from thosc of the remair.g <ighteen changes. It is not, strictly speaking, true that
improving food quality i$ the mo:t important change in terms of consumer’s judgments.
There is no statistical basis in tha (ata for concluding that the small observed differences
in means associated with these chunges are reliable differences. The observed differences
could be due to chance alona.

While thesu changes are apparently the most important to the consumer, the projected
attendance rates resulting frem such changes do not follow tha ssme pattern. Importance
and attendance are not necessarily ralated.




Exhibit 2
Judgements of thv, importance of Twent,-One Changes

Most Least
Proposed Change Important Important
1 2 3 4 B 6 7

Quality L —
" f

Veriety

Appearance .
Cleanliness . \\ ~

Service

k Quantity . ,
Air-Conditioning

Reduce Lines . \

Carry-Out . \
Lounge/Washraoms . \

Special Mnals = \
Canteer: Truck
Salf-Service
Cafeterie . .

—————y

, Self-Bussing . = =
& Small Dining Rooms 3 \ .
l Reduce Noise W \
l.ocation . \
‘ Cash Collection K

Parking Space - \ i

} Headcount i \ L

NOTE: The numerical values of the means and standerd deviations disnieyed grephically
above can be found in Figure C~2
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Projected Attendance Rstes: Exhibit 3 presents the projectert attendance rates associated
with each range in the "Proposed Changes Questio-maire”. Included for comparison is
the overall attendance rate during the moi:th of Fabruary 1973. 8asewide estimates of
attandance are reported as ranges in keeping with the ientativa aspect of statistical
projections. :

If February 1973 represents a typical month, questionnaire responses suggest that
inaking any one of several changes could effe~*’.sly increase the overall attendance in
Travis’ dining facilities. Improving food quality, for axampla, could increase SIK attandance
wom 33% to 51% and BAS attendance from 4% to 11%, As stated earlier, the differences
between specific changes may be of greater interest than the rank order. While improving
food quality again heads the list, shoild it be consicered significantly more important
thar, ~ffering a special meal? Or are these two changes likely to produce equal affects
in 1zrms of attendance increases? The analysis of variance and comparisons among means
are presented in Appendix C.

Statistical tests show that the projected attendance rates associated with improving
food quality, offering a spocial evening meal and allowing carry-out service must be
considered equal and are, as a group, significantly higher than projected attendance rates
for any other change.

These results appear to contradict the conclusions drawn from interv.ew judgments.
The inconsistency may, however, be inconsequential. Offering a special evening meal,
is after all, one way to increase variety. Further, the pair- /i*; comparisons reported in
Appendix C show that projected attendance rates associated with offering special evening
meals and increasing varisty are statistically equivalent.

The shift with respect to carry-out service can be understood by first noting that
the largest variance in interview data occurrad in judgments of the importance of carry-out
service, (see Exhibit 2). This indicates that the variable was very important to some
consumers and very unimportant to others. One explanation would be that tha consumer
sample utilized to complete the proposed changes questionnaire included a larger proportion
of swing and grave shift workers than did the ssmple utilized in indivicual interviews.

Data summarized in Exhibit 3 also shows that there is a definite limit on the
attendance rates that may be achieved. Even if all proposed changes were made, confumers
as a group, may still prefer to eat three out of four meals outsida Travis dining halls.

in order to translate these overall attendance rates into more concrete figurez, and
in keeping with the argument that there are in reality three distinct consumer grours,
Exhibit 4 compares actual with projected meal attencdance for SIK, BAS-sing!e and
BAS-married consumers. The dats show that for a one month period (June 1973}
aporoximately 72,000 meals were served at Travis AFB. This figure includes box lunches

i




Exhibit 3

Projected Atisndance Rates if Each Proposed
Change Were Made in Travis Food Servica System

Atwndance Rates
Probable
Change BAS SIK Sase-Wide Attendance®
Quality 11.0% 6§1.0% 134 - 24.2%
Carry-out Service 11.1% 46.4% 12,6 - 23.4%
Variety 9.1% 46.9% 114 - 21.68%
Cafetaria 9.7% 43.8% 114 -21.6%
Evening Meal 9.4% 44.4% 11.2 - 21.4%
Appearance 9.8% 435% 1.1 —21.3%
Self-Service 9.6% 41.8% 10.6 - 21.0%
ﬁ Location 9.3% 41.5% 10.6 — 20.6%
Quiantity 8.3% 42.8% 16.1 — 20.1%
b Reduce Lines 6.4% 42.3% 10.1 - 20.1%
Canteen Truck 9.0% 37.4% 10.0 - 20.0%
Lounge and Washroom 6.5%. 41.5% 10.0 - 20.0%
Air Conditioning 8.0% 43.5% 10.0 - 19.8%
J Self-Bussing 6.0% 43.5% 100 - 19.8%
Service 9.6% 41.1% 9.8 - 19.6%
Cleanliness 78% 40.4% 9.2 -16.8%
Smallar Dining Areas 75% 390.7% .0 - 16.6%
r Reduce Noise 1.2% 4N0% €.6 — 18.4%
? All Changes 14.1% §3.6% 1680 - 27.4%
Fetruary 1973 39% 33.0%

*The base-wida attendance rata for sach changu was computed by first adjusting ques.. »n-
raira responses and than combining tha SIK and BAS data in accordance with the pase SIK
and BAS popuiation percentagss.

To avoid giving point project.ons more exectituda than they usually wa, . ant, ihe confidance

intarval has been reported. The intarval was derived from tha basic formw!a SE = 2Q/N;
where P = Projected Attendance Rata, Q = 1—P, and N = number of subjects.

10




Exhibit 4

Actual and Projacted Maals per Month for

Three Travis Air Force Basa Consumer Groups.

June 1973 Projected
SIK - 56,070 73 ,800.
*BAS—Single 4,920 15,404
*BAS-—-Married 10,971 12,106
TOTAL ' 71970 101,310

*Since single and married BAS consumers are not differentiated routinely, the June figures
represent adjusted meals. The signature sheets utilized to select individuals for interviews
and questionnaires were used also to identify single and married BAS personnel. The June
total of 15,900 meals was then divided according to the percentage of single and married
BAS meals derived from the signature sheets.

The actual attendance rates in June, rather than February, were used in this analysis in

order to provide the most current "Before” picture possible at the time this report was
drafted. '

1"




for ground ‘eeding. From the questionnaire data it appears that the number of
mesis/month might be iricreassd to approximataly 101,000 if changes to improve quaiity,
increass variety, provide carry-out ssrvice, and improve dining hali appearence are made.
Not: that the iargest expected increase would occur in the BAS singie consumer group,
whiie the SiK consumers would giso show greater attendance. As axpected, there appears
to be very iittie that can be done to bring more of the BAS-merriad consumers into
the Garrison dining faciiities,. Obviously urimarried SiK and BAS consumers might make
use of food service faciiities if desirabie changes were made. But even the SiK personnel
may not eat more than one of two (50%) meals on post.

Comments on Food Cuality: As previously shown, improving feod quality stands out as
oneg of the most important proposed changes. But the quantitative resits ieave several
questions. Are sii foods pooriy prepared or unattractiveiy dispiecyed? if not, then what
particuiar food items evoke quaiity criticisms? Does “puor quality’ mean food is too
greasy, too coid, too hot, unattractive or unappetizing?

For at ieast a pertiai answer to these gyuestions, we can examine comments recorded
in the unstructured group interviews. Exhibit b summarizes some siatements, which, in
the authors’ opinion, reflact comments regarding the quaiity of food served in the present
system,

Cakes and maeats appezr to be the mast prevalent instances of “’poor Guality”. Cakes
app:.rently are dried out or stale when served. Spaghetti is at times, greasy, as is hamburger.

Whiie o1 baiance, food quality is apperently a serious problem. It is important to
note several positive comments. Two of the three aining hails at Travis were cited by
wveral consumers as having good food.

12




Exhibit b
Comments on Food Quality !in the Pressnt Food Service Systam

| have had caka in Dining Hell #7 that was two days old. |t was hard and shriveled
up.

Coffee tastes like it wes four days old.

Bacon in tha moming Is either bumt or half raw. The eggs ara the same way.

Poor food hare is a major problem. Seversl of the SIK people in my office don't
eat in the dining hall because they can't get e decent meel. That loi:sy food is on a

lot of people’s minds.
Oversess, food is better than CONUS'. McChord AFB has good food.

Quality of food et tha midnight meal Is lousy. It's a couple of days old; the meat
is green,

Food quality is ona of tha top five problams hare at Travis.

Quaslity of hamburgers here is poor. They're dry. There's very fittle attention peid
to preparing it.

Moffatt NAS had a nice salad bar — peaches, cottage chesse, etc. [t was presented
better then they do hare,

Desserts are bad. The caka is herd. |'ve had cookies that looked moldy on the
bottom, .

Quality of tha food isn't that big e problem.

For good food and good servicm, I’'m willing to wait in line. | do it at restaurants.
People era willing to come and even wait a bit if you offer something axcellent.

Food isn't too bad when you consider the rumber of peopla they're cooking for.

| won't eat their french fries enymore — they're soggy and stale. |t seems like they
never change the greese.

Vegetables are okey. Where you really notice the quality is in hem, chick.n, fried
staak, and roast pork. Cakes are almest alwiys stals. Only four times during tha last
month have | had caka thet wasn't stala,

13
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Exhiiit 6 (cont'd)
Nothing tr complain about in breakfast — you cen’t hurt eggs too much,
Food in the Ranch Houm is good.
McClellan AFB has good food, carpets and nice appearance.

Last night | had a good meal — they really made good roast beef andi ywvy, but
& their gravies are usually terrible.

Good moeals are few and far between. The cooks just luck out on those.
Breskfast is ‘te only good mzal in the mess hall.

Cold cuts ere bad. The bottom of the pile is usually frozen or soggy.

* We‘oniv get steeks when big wigs come — and then it's either burned or too rare.

On the late evening meals, we get leftover hamburgers made into greasy patties with
soggy potatoes. I've had bones in the hamburger we get in these dining halls,

The bread is usually dried out. Why don’t they use these bread dispensers that
have those leaves to take off slices?

Chow halls are going the wrong way with this Soul food stt:ff. They zhould clean
the plece up end imL;ove the food.

We get Swiss steak once a week. |'ve never had 2 good one.
Food in chow hall is as good as I've' eaten.
L) Lots of the time | look st the food and don't feel iike eating.
' To me the problem isn't the fcod — it's pretty good.

In October | went into Dining Hall #1 and couldn’t finish fny meal it was so bad.
| haven’t been beck.

About the only thing in the Air Force | look forward to is going downtown on
payday and buying a steak. | can’t get steaks the way | like them here,

14
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Exhibit 5 (cont'd)
Thka hamburger | had today | picked up and watched tha grease drip out.

Cheese omelat at breakfast is good. Eggs aren’t bad — but how can you hurt an
egg? '

They hava roast beef four timas a week it seems — and It's usually cold and graasy.
Spaghetti Is graasy.

Other problams are more important then food — foods rank very low because it's
usually good.

Keeslar AFB has good food.

Hospital dining hall has a frlandly atmosphare — we get along well. | know evaryone
who serves by their first name and ths food is good.

Ranch House has good quality food. 1'd est in othar dining halls mora often if
quality of the food is Improved,

| don't care too much what the dining hall looks lika. But they could have bettar
food.

| keep telling myself “this Is frea — it is good — you will ear.”
Best way to incraase attandance is to incraase quality of meals.
Buns on hamnburgers sre grazse soakes:,

Flald maintananca personnel prefar to get a sandwich because we know it's fresh.
You don’t get fresh foods in the dining hall.

i llka food in #1 the best — #1 is best overall.

Chickon looks liko it’s been laft In the open for six weeks. |t takes three glasses
of milk to wash it down,

On waekends you can't get a good meal afrer 4:00.

16




Commaents on Dining Hall Appearance: Perhaps the rost salient impression resuiting from
cemmants on dining facility sppearance i¢ that the military decor is not appeeiing to
modern alrmen. This notion is expressed in several ways. "Chenne tha atmosphere so
It doesn’t look lika a mess hall”, and "Alr Force decor turns me off” ere exemplary
comments. Exhibit 8 presents several similar remsiks made by interviewees.

The most noticeabla dining hall renovations appeer to be rugs and panaling. At
least thase itams are mora frequently mentioned than draperies, lowered ceilings and lighting
whan changes in dining hell appearance are dir:i'ssed,

Many commants point to tha exposed dishwasher — garbege disposal ar«a as a
particuler source of dissatisfaction with existing dining hall appearance. Renow.ions to
isolete these areas would address a problem important to at leest soma consumers.

When potantial renovations are discussed by food service managemant, concern ovar
vandalism and caraless abuse ere axpressed. Thc Interview comments support this concern
and indicata tha it is shared by users of dining facilities.

One comment, however, indicates that tha mistreatment of naw facilities may be
minimized if renovations are “sdvertised” carefully, If drepes and music are presented
as "special renovations”, a negative consumer reection (a.g. carelessness) may be the effect.
Psychological research'* has demonstratad many timas that a ncgetive reaction foilows
violated expectaiions. If a plaesant dining aree is expected by consumers, "special
renovations’” may wall hava a negativa impact on consumer raactions since such sttampts
would be perceived as hypocritical.

Commants a... appear to favor smaller rathar than larger dining fecilities. In only
ona case did e consumar rscommend anlarging tha dining area, Othar instances indicata
smellar araas ware more ~itractiva,

Commants on Varisty: As shown in Exhibit 7, consumar criticisms with respect to variaty
are most oftan cantered upon box lunches, a late evening meal, and weekand maals. Box
lunches, eccording to some consumers always contain ham or bologna sandwichas,
hardboiled eggs and mitk. Late avaning meals are de: ribed as laftovers from aarlier maals
or hamburgers, cheessburgers and french fries. |t should be pointed out that only one
dining haii served late evaning meeis ‘from 1830-2030, and 2300-0100) and early braakfast
(0230-0330). Offering graster varlaty at this meel may well ba a costly undertaking relative
to possibie benefits such as higher attendancae or incraased corsumer satisfaction.

Comments on rersonnel Services: Whiia a faw consumars wera sympethatic toward dining

hall personnal behind the serving lina, more consumars falt that service was a major
problam. Exhibit 8 presents relavant comments mada during the interviesw sessions.
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If one word can be used to chara.terize the consumer attitudes of dining hail
parsonnel, it might be epethetic. Commen s such as “they (food service) have e “no-care”
ettitude were feiriy frequent. Instances of unfair treatment were cited, such es being
refused second helpings when others had received them.

Exhibit 8, howaver, tontains some instances wherein consumers bleme thamselves
for negative attitudes. Feilura to express appraciation was cited es contributing to one
food service worker’s attitude chenge from pleesant to indifferent.

Tha interview comments make et least one point sbundantly clear. Efforts to
encourage end develop professionel service-orianted attitudes in personnel behind the

serving line cannot be entirely successful without corresponding efforts to chenge
consume:’s attitudes, end vice-versa.
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Exhinit 6
Comments on Dining Hall Appearance

#7 end #1 are bad. #3 is tha best. They remodaled it. It's & completely diffarent
environment and it creates a different feeling. They cuok your eggs whila you wait —
othars don't.

Dining Hall in 1300 area is a terrible place. Both food and the place are terribla.

If the place was fixed up, it would be nice to bring my girl In.

Change tha atmosphere so it doesn't look lika a mess hall.

If tha facilities warc improved, | still wouldn't eat more than ona meal 2 day —
my usual breakfast. My chick fixes me supper end | usually skip lunch,

Dining hall #7 is odoriferous, hot, end graesy. Vou feel like holding your breath,
running throughk and throwing your dishes down.

| would lika to see you cut down on noise in the dining hall. Also add soma
decorations. But | can liva without them.

Dining Hall #1 looks lika e barn. And it's cold at times.
They should have a No Smoking section.

If the chow hali changed, 1'd probably est there at lunch. Tha decor is Air Force
end it reglly turns me off.

#7 should be expanded. Knock out some wells and enlarge tha eating area.
#1 is kind of drab. Wells are whits and yellow and bare. You could put on paneling.
Most of us would keep a placa neat if we enjoyed going to it.

| didn’t lika tha atmosphare in #1. It wasn't well lit and the seats were all packed
in. i won’t eat there again.

Environment is a problem. Dining Halls ars noisy and crowded.

Smallar dining rooms were betitr, cooks knew tha guys and thay could wait il aftar
the meal to clean up.
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Exhib't 6 (cont'd)
So far, tha Air Force has gotten zero out cf changes they've made in food service.
They've mada some feeble attempts: they've hung new drapes and put in new music.
It had to be done anyway, but they said it was a ''special renovation'’,

McClallan, I've heard, has good fooq, carpets, nice appearance. They should do that
here,

We'd like to have curtains on windows.

{ usually go downtown to eat {Smorgasbords). They've got a little more atmosphere
there.

Ranch Housa {#3) is okay, if you lika riding horses and listening to dime store music.
All three dining halls arz using old drab buildings. Don’t know if fixing them up is
going to help anything.

Hamilton AFB is good. They had paneling, clean long windows 10 ft. high. You
could order what you wanted. They had civilian cooks.

Best thing they could have on this base is that you don't see dishwasher, steam
or garbage cans. Would be nice to put your tray in a siot and not have to segregate
silver, paper, etc.

The Ranch House looks nicest.

At Sheppard we never saw tha clipper, garbage c¢ans or things like that,

That room (dishwasher room) in 1300 is really bad. It's so steamy you can't see.
If you look down you see the garbaga.

Putting ¢ _rpeting in Bldg. 1331 is foolish. Lock at the cigarettes on floors in day
rooms,

They should put rugs and paneling in — block it off so you can‘t see the serving
line.

Gatting away from your job is the most important thing on this base.

Most peopla in my barracks live lika pigs, so putting a lounge and washroom in
dining halls is a waste of money,
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Exhibit 6 (cont'd)

Renovations might get me to bring my wife once in a while. Have paintings on
the wall und smaller dining sress.

| ;on’t care too much what dining halls look like, but thay could -have better food.

20




——

Exhibit 7
Comments on Variety
Box lunches are bologna sandwiches and hard boiled eggs — that's all.

They used to serve waffles, then thay stopred. Also I'd like to know why they
can’t put a variety of syrups on the table.

Travis box lunches are the worst — both in terms of quantity and variety. All they
have is u bologna sandwich and sour milk.

Variety is poor in Dining Hall #1 on weekends. Variety at late evening meal is
poor. I've eaten thera three times and each time they offered hamburgers, eggs, toast,
cakes and cookies,

Thiee timas !2st mo~th, dining hall #7 had same menu at noon and at supper —
chicken at bath meals.

Every day we have whole or meshed potatoes, corn or peas and two meats. Haven't
had scalloped potatoes since !I've been here.

| only eat in Dining Hall #1 twice a day because | get tired of eating the same
oid thi-g,

Vanaty isn't necessarily tr.. answer (to attendance problems) — better quality is.

Why do they have to call it Soul Night? Most f tha brothers are in the Short
Order line with us. Than they tried Chicano Night. Why don’t they just call it food?

Overseas mess halls are better than over here. There you get five kinds of syrup
with pancakes — not just the Aunt Jemima stuff you get hera.

I'm getting tired of ham and bologna box lunches.
In the fiald machine shop, our box lunches aren't that bad.

You get fish on Friday no matter what religion you are. Sometimes you're lucky
and you get shrimp. Most times it's a 3" x 5" fish patty.

They shouldn’t serve as many potaoes. Seems like they're prepared the same way
all the time.
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Exhibit 7 (cont'd)

I've eaten e few late evening meels. It didn't seem like they had much veriety —
they've gotton down to ham, cheeseburgers and french fries. They haven't had dessert
in there the lest few times | was there this month.

American’s staple is potatoes, mine is rice. | can’t ever get rice in these dining hells.

Had steek end eggs every Sundey moming in Germany., | used to get up just for
breakfast.

All | ever hear ebout people eating in the chow hell is hamburgers. ! won't go
in there just for e hamburg.

They have roest beef every day In #7. Ground beef in hemburgers, meet loaf, or
any oiner wey you can make it, they've got it. When | go to #1 for late evening meal,
they have leftovers from dinner.

When they serve lesagna, they also serve spaghetti — everything is releted. When
they serve soul food, that's ell they have — if you don‘t like soul food, you might as
well not go.

When they stert heving a hetter variety, I'll start going back to chow hells et least
on weekends end et night.

Right after your survey (food preference) we've had Mexican food three times end
we never had it before,

Same thing ell the time. Menu never veried much in #7; elways had hamburgers,
cheeseburgers, meet loaf, end chicken every wesekend.

We're still heving fish avery Fridey even though Cathlics got rid of the practice
yeers 8go.

Most of the time we don’t go to the dining hell because it's the sar.. old stuff
end they didn't cook it long enough so it's coid.

| usuelly go downtown to eat ($1.00 meal at SmorgasBobs). Got a little etmosphere
there. | get the variety down there end | get es much es | want to eat.

22




Exhibit 8
Comments on Food Service Personnel

The basic problem is the food service people; nobody wants to be a cook or a cop.
The worst assignments out of basic are to cook and ASP schools. Guys really fear them.
The guys we have now are old Air Force, When | brought up a problem, they kept
saying ‘‘Back when | was in your shoes...”

When cooks were part of the squadron, they really put out some good meals, Taking
them out of the squadrons hurt their morele. They don’t have the pride they haa then.

I've gone to breakfast only a few times becausse when | ask for eggs, they come
back in a hateful tone. | know it's hard to start work et 5:00 am, but why should
they take it out on nwe?

| asked for seconds once and the server said no. She said yes to e guy who was
five guys back of me, though.

Sometimes they rope off areas of the dining hall just to avoid cleaning them. Then
we have to sit with some freak who blows smoke in our face.

They lack knowledge of how to cook. They grill pre-cooked hem slices when they
should just warm it up. Grilling it dries out the ham,

| don‘t like to have civilien servers sweating in my food.

Silver, glasses end trays are usually very dirty. Wien | tell them “it's dirty, they
just say ““Okay”. They don't take it back like they should.

There seems to be a “no-care’” attitude. They are apathetic. People stand around
waiting for milk and they don‘t fill the dispenser.

| can sense some antagonism in the chow hell because I’'m white. |'ve been turned
down on seconds. The server said “We'rc not serving seconds on shrimp”. Then | sat
", m and another guy walked up with his plate and came back with shrimp.

They had a great black cook. We called him Supercook. He knew everyone by
name and always had a shatter going with his customers.

You can’t blame cooks for bad cakes. But you can blame them for the slop they
serve — how it’s prepered end how it's presented.
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Exhibit 8 (cont'd)

You can’t make good salads for 500 people. Yes you can., The problem is that
Travis food personnel don’t care. It's their poor attitude, Llike everything else — if
the mess hall people don’t care, nothing will work.

Cooks look at the stripes on a guys arm. They give airmen the worst pieces, They
just throw it on my plate. | don't like that.

Since civilians took over KP, the chow halls are filthy.

When you ask what's on the menu, the woman vyells it at you. |f you ask her
to repeat it, she gets angry because she's got to repeat it,

When they serve gravy, you've got to be quick to say no because she’ll put it on.
And it's always one spoonful of peas even when you don't want that much.

One lady in Dining Hall #7 used to smile and say ‘‘Hello” or “Have a good day’’.
But nobody was awake. We responded with ““Huh”. Finally she quit.

The server wouldnt give me food when | put my plate under sneeze guard. He
made me put my plate on top. Then he said, “*C'mon, hurry up, make up your mind"’.

Everybody's a human being and likes to be treated as one. Our attitude isn’t that
good sometimes. You tell your mom “Wow, that was a good meal’’, but it's corny to
go up to the line and say thanks to them (servers).

We don’t let food people have any dignity. People who mess up their career get
put in Food Service or Air Police.

Attitude of civilians is bad. They throw stuff on your plate and argue when you
ask for seconds. Yesterday a civilian told me to put one cheeseburger back after I'd
taken two.

Serving people at midnight meal make you feel stupid. They look at you and say
“What do you want".

When. | ask for half portions they still give me full portions so | walk out of the
dining hall stuffed and starched.

They're not doing a terribly bad job — it's just a matter of how they serve and
how the food appears.

I've seen civilians take a milk glass with a ring on it, rinse it in dirty water, and

‘put it through clipper. It still had the ring when it came out, but they put it in with
clean glasses anyway. '
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Exhibit 8 (cont'd)
One guy is a real wise guy. Always has something smart to say.

At late evening meals, they drag in somebody off the street to serve the stuff in
the pans. | haven't seen anybody back in the kitchen area doing anything.

Sign in the dining hell says “‘ask for ice creem”. It doesn‘t work because we can‘t
get the cooks atiention.

These people here don‘t seem to care whether you eat their food or not.
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SUMMARY

Using interviews and questionnaires, this study has focused on which of eighteen
possible changes in food service would have the greatest impact on consumer’s attendance.
Attendance in this case is not restricted to meals eaten in dining halls since some changes
involve carry-out service, canteen trucks and other mechanisms for providing food when
personnel cannot or will not go to a dining facility.

Perhaps tha most general summarization of the reported results is that attandance
can be increased and that ihe upper limit of this increase approximates 54% for !V
and 14% for BAS personnel. On a combined basis, the upper limit would fall into tha
interval from 16% to 27%. These projections of course were based upon — and can
only be extended to — situations where B0% of base personnel are on BAS,

Tha changes which appear to have the greatest impact are: improving food quality,
introducing carry-out service, offering a special evening meal, and/or increasing the variety
of foods. offared.

Interview comments suggest that improving attitudes behind tha serving lina and
maintaining cleaner dining facilities (particularly tableware) may also be important changes
from tha consumer’s viewpoint. Intarview comments also delimit food quality criticisms
to a few iteins; e.g. hamburgers, spaghetti and some entrees. Criticisms involving the
varlaty of foods offered are similarly “localized’; box lunches, potatoes and chicken
appearing to be the items most often mentioned as appearing too frequently.

Rugs, panaling, and a partioned-off dishwashiny area appear in interviaws to be the
most salient features of attractive dining halls.




REFERENCES

1. Branch, L. G., and Meiselman, H. ., The Consumer’s Opinions of the Food Service
System: The 1973 Travis AFb6 Survey, Technical Report 73-62.PR, US Army Natick
Laboratories.

2. Abelson, Robert P. (Ed.} Theories of Cognitive Consistency, Rand McNally, Chicago,
1968.

3. Berkowitz, Leonard (Ed.) Advances in Experimental Socia! Psychology, Vol. 3;
Academic Press, New York, 1967.

27




-

APPENDIX A

PROPOSED CHANGES TO FOOD SERVICE SYSTEM

-



Proposed Changes to Food Service System

Reduce the level of noise in the dining hall: Changes will be introduced to e!iminate
or reduce the noise in the dining hall that originates from tha kitchen, dishwashing and
serving line areas.

Substitute cafeteria servics for the dining hall: All airman will be put on separate rations.
Tha dining hall will ba replaced by a cafeteria in which you will pay for only those
items selacted, rather than paying for a total meal,

Provide cerry-cut service: Rather than eating in the dining hal!, you will be permitted
to carry-out short order items (such as Famburgeis, cheeseburvers, hot dogs, and other
sendwiches, french fries, carbonated beverages and desserts) to eax >eewhare.

Increase tha quantity of food served: Larger portions of the foods, particularly maats
and desserts, will ba surved. Sufficient amicunts of food will bu available so that the
most desirabla items will not run out before you ar. served.

Increass the variety of foods served: Offer a greater choice of each type of food (for
instance, two or three diffarant meats, potatoes, vegetables end desserts) at each meal.

Offar special evening meals: Fo- instance, a speciaity menu (such as Chinese, |talian,
Mexican, nr Soul food) will be offered aach evening in one dining hall. It might also
include such features as table service by waiters and waitresses, candlelight and table cloths.
You will be allowed to invite family and friends 10 eat on certain occasions.

Improve personnel services in the dining hall: This change will include a mora cheerful
and pleasant attitude on the part of tha headcountar, serving line personnal and those
oparating tha dishwashing area.

Locats dining facilities nearer to your work and barracks: Short ordar foods and certain
other items (such as soups and salads) will be offared at “snack bars’” located more
conveniently to your worksite and housing area than are the dining halls.

Improve the appesrance of the dining hall: Tha appearance of the dining ball will be
changed to be less military through tha usa of brighter colors, draperies, carpeting, different
furnitura and booths, lighting and othar featuras to provide an atmosphere similar to the
"better”” cafatarias and restaurants in which you have eaten,

Improva the quality of meals: The quality and appearence of the food served in the

dining hall will be improved to e level similar to that you can obtain from a “‘good cafeteria
or restaurant”.
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Introduce canteen truck meal service: Meals will de delivered by canteen truck and served
at your worksite instead nf requiring you to attend e dining facility to eat.

Keep the dining hall cleaner: The flonrs, tables end cheirs, beveraye dispansers snd other
servica areas will be kept ciean, end flies end other pests will ba eliminated.

Allow self-service: Instead of being served sach itom, es is now done In the dining hells,
you will be permitted to serve yourself most items from e buffet-style service line.

Reduce waiting lines: The length of time required to wait for headcount in the sarving
iine end et the dishwashing erea wili be reduced to & minimum by providing faswar service.

Install aireonditioning: Airconditioning will be installed to control temperature and humidity

in the dining hall, particulerly during hot weather.

Fliminate self-busing: When finished eating, you are now required to remove your dishes
and tray ta tha dishwashing eree. Instead, either dining hall attendants will be provided
to perform this servica, or carts will be conveniently located near your table et which
you may deposit your dishes and tray on leeving the dining facility.

Add lounge and washroom facilities: A lounge with weshrcom facilitias for your use
will be located at or near to the entranca to the dining hell.

Provide smaller dining rooms or aress: Presently, the dining hell pravides a single, large
eating space. This change will resul® in subdividing this spaca inta smeller rooms or arees,
each with fewer tables, in which to eet.

Provide additional parking spece: The erea beck of Dining Hell #1 would be expanded
to add more parking space during meal hours,

Renove cash collections: A credit card system such as Bank Americard could be installed
r0 that you would not have to pay cash for each meal at the time you sat it

Eliminate signature headcnunt: Machina roadeble plestic reel cards would be issued to
SIK personnal. Your card would be Inserted into & reader which would eutometically
record your card number — thus eliminating the need to sign your neme et each mael.
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INSTRUCTIONS FOR ATTENDANCE QUESTIONNAIRE

This questionnalre is designed to find out what changes in the Air Fcrce feeding
system will actusily increase your attendance at dining facilities. Wa know thare are many
factors which can cause people to skip meals. Some of these factorsara not related to
the performance of our feading system, such as outside employment at a’restaurent whare
meals are fumished free or even a generous girlfriard who consistently invites you over
for supper. We are practical enough to know we can’t compete with these arrengements
and that meais skipped for these reasons would Le skipped even if the Air Force had
the finest restaurants. However, we believe that there are certain changes wa could make
which would increase your attendance at Air Force dining halls. If you give accurate
answers on this questionnaire, wa can discovar the most important changes and cen make
these changes more quickly.

It is important to emphasize again that your cooperation and assistance is critical
to our efforts to find out what changes we should maka. We know some of tha questione
are difficult to answer, but we fael sure your affort will be valuable and will actually
result in substentlal improvement in the Air Force's feeding system,

OUR METHCD

Based on previous studies, wa have narrowed down the possitle changes to those
listed in this questionnaire on the following pages. Each of these changes could passibly
increase your attendance at the dining hall. Since your availability as potential customars
Is different on weekdays than on weekends, we will ask you separate quastions abr.ut
your dining hall attendance on weekdays and weekends. We can only determine whith
changes are most important by the effect each change will heve on your attendance. Tna
most important change for g to make is the change which will increase your attendance
the most.

In order to assist you in answering questions about your attendance at Air Force
meals, we have compiled your dining hall attendance records for the first week in December
1972, These are given on the sheet we have passed out to you. |f these records
approximate your normal attendance on weekdays {Monday thru Friday) and on weekends
(Saturday and Sunday), you can use these numbars to help you estimate your new
attendance for each of tha proposed changes. For example, if ths records show that
you normaily sign up for three lunches from Monday thru Friday {threa out of the five
lunches offared) and your recollection is that you normally sign for about threa lunchas
out of the five offared, than thess records are accurete anough to represent your behavior
and you should use these records to answer the attendance nuestions that follow.




.

If for some reason you believe that our records do not reflect your normal dining
hall attendance, we would like you to correct this information s» that it more closely
represents what you actually do. You should than use your corrected records as a basis
to answer the attendance questions. In addition, we would also lika you to tell us why
you think the change was necessary. Do not make any changes until you ara told to
do so. ’
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INSTRUCTIONS FOR REVIEWING MESS HALL
ATTENDANCE RECORD SHEET

1. Examine the Attendance Record Sheet that we hava passed out to you. This is
our record of your attendance at dining hall; in the first week in December.

2. Look first at tha Weekday section. We have computed vour average weekly attendance
at each meal. Ramember that during the weekdays {Monday thru Friday} you could
eat fiva (5} breskfasts, fiva {5} mid-day maals, and five {5) evening meals.

If the numbars wa have computed represent the typical number of meals that vou
eat, than you do not hava to make any corrections. Simply transfer these numbers to
the Corrected Attandance Sheet.

Howevar, if the numbers we have computed do not represent tha typical numbar
of weekday meals that you eat in a week, then go to the Corrected Attendance Sheet
and place tha number of meals that you think you eat in the Weekday section. Whan
you have done this, go back and read the next paragraph.

3. Look now at tha Weekend section. We hava computed tha numbe: of weekend
meals that you signed for in a month. Remember that in a8 month there are eight (8)
breakfasts (two breakfasts per weekand times four weekends), eight {8) nid-day meals,
and eight {8) evaning meals.

If the numbers we have computed represent the typical number of meals that you
est, then you do not hava 1o maka any corractions. Simply transfar these numbers to
tha Corrected Attandance Sheets.

Howevar, if the numbars we have computed do not rapresent ths typicel number
of weekend meals that you eat in a8 month, then go to tha Corrected Attendanca Sheet
and place tha numbar of meals that you think you eat in tha Weekend section. Whan
you hava dona this, go back to this page and read the next paregraph.

4. If you made corrections, please circle tha numbers of the reasons for your corrections
on the bottom of tha Corracted Attendance Sheet.

6. Place your Corrected Attsndance Record in front of you sc ihat you can use it
to halp you answar tha next set of questions.

Tha next set of questions contains proposed changes to the Air Force feeding systam
and asks what affect thay would have on your attendance. To begin, go to the first
question and read the first proposed changes than come back to these instructions.




Now that you have read this change, maka a decision whether this change would
effect your attendance at tha mess hall or not. If you think your attendance would
change, g0 back to ycur Corrected Attendance Sheet and see what meals you are now
eating. Decida whethar tha change in your attandance would occur on weekdays or
weekends or both. Also, decide what maais wuuld be affected. Whan you hava decided,
entar yo.s new leval of attandance in the appropriate spaces below tha description of
the change. For axampla, if the Corrected Attendance Sheet shows your normal attendance
as three mid-day meats from Monday to Friday, you may think that the suggested change
will incre.se your ' mekday attandance at tha mid-day meal. Since thera are only five
mid-day meals aveil bla Monday thru Friday and you are now attanding approximately
three of five there v ould be only two possible answers you could give for ‘Jour estimated
new attendance, either four {4) or five (5) mid-day meals. Enter the numlier you choose
in the appropriate space below tha description of the change.

If 'vou expect w0 change for sny meal, then put in the numbers that are now in
your Carrected Ar.endance Sheet.

After you have completed the first proposed change, go on to the following changes.
Consider each change separately.

Please be sure you understand thase instructions before you begin. If you have any
questions at ary time, raise your hand, and we will help you. Take your tima and give
these questicns caraful consideration.

Remembar, It Is Important That You Keep In Mind Tha Foliowing
Numbers For Estimating Your Change In Attendance.

WEEKDAYS {(Monday to Friday): There are five {5) breakfasts, five (5} mid-day
meals, and fiva (5) evening meals, in 8 WEEK.

WEEKENDS (Saturday and Sunday): In a MONTH (assume four waeks per month),
there are eight {8) wev:kand breakfasts (two breakfasts per waekend times four weekends),
aight (B) mid-day meals, and elght (B) evaning meals. Be sure to keep these numbers
in mind wher ‘you are estimating your new attendance rates.
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CORRECTED ATTENDANCE SHEET

Fill in the following blanks with the numbers from your Attandance Record Sheet
if you feal they are correct, or if they are incorrect, with the numbers that you feel
represent the number of meals that you eat at your mess hall.

WEEKDAYS (Monday thn. Friday)
Average Number of Meals Attended During the Week

Breakfast Mid-day Evening
of 6 of 5 of 6

WEEKENDS (Saturday and Sunday)

Average Number of Weekend Meals Attended During a Month
Breakfast Mid-day Evening
of 8 of 8 of 8

REASONS FOR CORRECTION OF MESS HALL ATTENDANCE DATA

Please circle any reasons why you made corrections on your Mess Hall Attendance
sheet,

1. | was on leava during part of the month of December and this month does not
indicata my typical eating habits at my mass hall.

2. ! was on a special work assignment during part of the month of December which
did not permit me to aat all of my meals in my mess hall,

3. 1 was on & TDY assignment during part of the month of December which did
not permit ma to eat all of my meals in my mess hall.

4, Other unusual events occurred during the month of December which make this
month not representative of my typical eating habits in my mess hall. Describe these
evants here:

5. The signatura shaat simply does not accurately indicate how roany meals | eat
in my mess hall. | eat (fewar) (more) meals than | sign for.
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IMPROVE THE APPEARANCE Ol' TAE DINING HALL

Tha appearance of tha dining hall will be changed to be less military through tha
use of brighter colors, draperies, carpeting, different furniture and booths, lighting and

other features to provida an atmosphere similar to the “better’ -sfeterias and restaurants
in which you have eaten, C

YOUR ESTIMATED MEAL ATTENDANCE IF CHANGES ARE MADE
WEEKDAYS (Monday thru Friday)
Average Number of Meals Attended During a Typical Week

Breakfast Mid-day Evening
of 6 of 5 of 5

WEEKENDS {Saturday and Sunday)

Average Number of Meals Attended During a Typical Month
Braak fast : Mid-day Evaning
of 8 of 8 of 8
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LOCATE DINING FACILITIES NEARER TO YOUR WORK AND BARRACKS

Short order foods and certain other items (such as, soups and salads) will be offared
st “snack bars” located more conveniently to your worksite and housing area than are
tha dining hal.s.

r

YOU'R ESTIMATED MEAL ATTENDANCE IF CHANGES ARE MADE
WZEKDAYS (Monday thru Friday)

' Average Number of Maals Attended During a Typical Week
Break fast Midday Evening
of & of 6 of 5

WEEKENDS (Saturday and Sunday)

Averagr Numbar of Meals Attended During a Typical Month
Breakfast Mid-day Evening
of 8 of 8 of 8




OFFER SPECIAL EVENING MEALS

For instance, a speciaity menu (such as, Chiness, itaiisn, Mexican, or Soui food)

wiii be offered each evening in one dining haii. it might aiso include such features as

- table service by waiters and waitresses, candleiight and table cloths. You wiii be ailowed

\ to invits famiiy and friends to eat on certain occasions,

YOUR ESTIMATED MEAL ATTENDANCE iF CHANGES ARE MADE

¥
l WEEKDAYS (Monday thru Friday}
E! Average Number of Meals Attended During a Typical Week
Breakfast Mid-day Evening
of 6 of 6 of 6

WEEKENDS (Saturday and Sunday)

\ 'Avm Number of Meais Attended During & Typical Month
Breakfast Mid-day Evening
of 8 of 8 of B
!




IMPROVE PERSONNEL SERVICES IN THE DINING HALL

This changs will includa a more chesrful and pleasant attitude on the part of the
headcounter, serving lina personnel and those operating tha dishwashing area.

YOUR ESTIMATED MEAL ATTENDANCE IF CHANGES ARE MADE
>, WEEKDAYS (Monday thru Friday)
Averagt Number of Meals Attended During. a Typical Week

Breaifast Mid-day Evening
of b of b of 6

WEEKENDS (Saturdey and Sunday)

Aversge Number of Meals Attended During a Typical Month
_ Breakfast Mid-day Evening
of 8 of 8 of 8




INTRODUCE CANTEEN TRUCK MEAL SERVICE

Meals will be delivered by canteen truck and served at your work zite insteéd of
requiring you to attend a dining facility to eat.

YOUR ESTIMATED MEAL ATTENDANCE IF CHANGES ARE MADE
WEEKDAYS (Monday thru Friday)
Average Number of Meals Attended During a Typical Week

Breakfast Mid-day Evening
of 5 - of b of 5

WEEKENDS (Saturday and Sunday)

Average Number of Meals Attended During a Typical Month
Break fast Mid-day Evening
of 8 of 8 of 8




IMPROVE THE QUALITY OF MEALS

Tha quality and appearance of tha food served in the dining hall will ba improved
to a level similar to that you can obtaln from a “good” cafeteria or restaurant.

YOUR ESTIMATED MEAL ATTENDANCE IF CHANGES ARE MADE
WEEKDAYS (Monday thru Friday)
Average Numbar of Meals Attanded During a Typical Week

Breakfast Mid-dsy - Evening
of 6 of 6 of 5

WEEKENDS {Saturday and Sunday)

Average Number of Meals Attanded During a Typical Month

Breakfast Mid-day Evening
of 8 of B of 8
42
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./

INCREASE THE QUANTITY OF FOOD SERVED

Larger portions of the foods, particularly meats and desserts, will be served. Sufficient
amounts of food will bo available so that the most desirable items will not run out before
you are ssrved.

YOUR ESTIMATED MEAL ATTENDANCE IF CHANGES ARE MADE
WEEKDAYS (Monday thru Friday)
Average Number of Meals Attended During a Typical Week

Breakfast Mid-day Evening
of 6 . of 5 of 6

WEEKENDS {Saturday and Sunday)

Aversge Number of Meals Attended During a Typical Month
Break fast Mid-day Evening
of 8 of 8 of 8




\ 4

INCREASE THE VARIETY OF FOODS SERVED

Offer a greater choice of each type of food {for instance, two or three different
meats, potatoes, vegetables and desserts) at each meal.

YOUR ESTIMATED MEAL ATTENDANCE IF CHANGES ARE MADE
WEEKDAYS (Monday thru Friday}
Average Number of Meals Attended During a Typical Week

Breakfast Mid-day -Evening
of 5 of 6 of 5

WEEKENDS (Saturday and Sunday)

Average Number of Meals Attended During a Typical Month
Breakfast Mid-day Evening
of 8 of 8 of B

-




KEEP THE DINING HALL CLEANER

Tha fioors, tables and chairs, beverage dispensers and other service areas will
be kapt ciean, and flies and other pests will ba eliminated.

YOUR ESTIMATED MEAL ATTENDANCE iF CHANGES ARE MADE
WEEKDAYS (Monday thru Friday)
Average Number of Meais Attanded During a Typical Week

Breakfast Mid-day Evening
of 5 : of § of 6

WEEKENDS (Seturday and Sunday)

Average Number of Meals Attended During a Yypical Month
. Breakfast Mid-day Evening
of 8 of 8 of 8
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PROVIDE CARRY-GUT SERVICE

Rether than eating in the dining hall, you will be permitted to carry-out short order
items (such as, hamburgers, cheessburgers, hot dogs &nd other sandwichas, french fries,
carbonated bevarages and desserts) to eat alsewhere.

YOUR ESTIMATED MEAL ATTENDANCE {F CHANGES ARE MADE
1 WEEKDAYS (Monday thru Friday)
Average Number of Maals Attended During a Typical Week

8reakfast Mid-day Evaning
f of 5 of 5 of 5

WEEKENDS (Saturday and Sunday}

. Avarage Numbar of Meals Attended During a Typical Month

t- Sreakfast Mid-day Evening
of 8 of 8 of 8
»
!f
¥ !"
! 48




ADD LOUNGE AND WASHROOM FAC!ILITIES

A lounge with washioom facilitias for your use will be located at or near to the
entrance to the dining hall.

YOUR ESTIMATED MEAL ATTENDANCE IF CHANGES ARE MADE
WEEKDAYS (Monday thru Friday)
b Average Number of Meals Attended During a Typical Week

Breakfast Mid-day Evening ‘
of & : of 5 of 5

WEEKENDS {(Saturday and Sunday)

Average Number of Meals Attended During a Typica! Month
‘Breakfast Mid-day Evening
r of B of B of B




INSTALL A{RCONDITIONING

Airconditioning wili be instalied to contro+ temperature and humidity in the dining
hall, particularly during hot weather.

YOUR ESTIMATED MEAL ATTENDANCE IF CHANGES ARE MADE
WEEKDAYS (Monday thru Friday)
Average Number of Meals Attended During a Typical Week

8reakfast Mid-day Evening
of 5 : of 5 of 5

WEEKENDS (Saturday and Sunday)

Average Number of Meals Attended During a Typical Month
. Breakfast Mid-day Evening
of 8 of B of 8




-t

ALLOW SELFSERVICE

Instead of being served each item, as is now done in ihe dining halls, you will be
permitted to serve yourself most items from a buffet-style service line,

YOUR ESTIMATED MEAL ATTENDANCE IF CHANGES ARE MADE
WEEKDAY (Monday thru Friday)
Average Number of Meals Attended During a Typical Week

Breakfac. Mid-day Evening
of b of 5 of 5

WEEKENDS (Saturday and Sunday)

Average Number of Meals Attended During a Typical Month
.Breakfast Mid-day Evenirg
of 8 of 8 of 8




REDUCE THE LEVEL OF NOISE IN THE DINING HALL

Changes will be introduced to eliminate or reduce the noise in the dining hell that
originates from the kitchen, dishwashing end serving line arees.

YOUR ESTIMATED MEAL ATTENDANCE IF CHANGES ARE MADE
WEEKDAYS {Monday thru Friday)
3 Average Number of Meals Attended During e Typical Week

Breakfast Mid-day Evening
of b of 5 of 5

WEEKENDS (Seturday and Sunday)

Average Number of Meals Aftended During » Typical Month
.Breekfast Mid-day Evening
of B of B of B




PROVIDE SMALLER DINING ROOMS OR AREAS

Presently, the dining hall provides a single, large eating space. This change will result
in subdividing this space into smaller rooms or areas, each with fewer tablas, in which
to eat.

YOUR ESTIMATED MEAL ATTENDANCE IF CHAN'SES ARE MADE
WEEKDAYS (Monday thru Friday)

Average Number of Meals Attended D-:ring a Typical Week
Breakfast Mid-day Evening
of 6 of 6 of b

WEEKENDS {Saturday and Sunday)

. Average Number of Meals Attended During a Typical Month
Breakfast Mid-day vening
of 8 of 8 of B




&

ELIMINATE SELF-BUSSING

When finished eating, you ara now required to remove your dishes and tray to the
dishwashing area. Instead, aither dining hall attandants will be provided to perform this
service, or carts will be conveniently located near your table at which you may deposit
your dishes and tray on leaving the dining faciiity.

YOUR EST(MATED MEAL ATTENDANCE IF CHANGES ARE MADE
WEEKDAYS {Monday thru Friday)
Average Number of Meals Attended Ouring a Typical Week

Breakfast Mid-day Evening
of 5 of § of §

WEEKENDS (Saturday and Sunday)

'Average Number of Meals Attended During a Typica! Month
Breakfast Mid-day Evening
of 8 of 8 of 8
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REDUCE WAITING LINES

The length of time required to wait for headcount, in the serving line and at the
dishwashing area will be reduced to a minimum by providing faster service.

YOUR ESTIMATED MEAL ATTENDANCE IF CTHANGES ARE MADE

WEEKDAYS {Monday thru Friday)

i Average Number of Meals Attended During a Typical Week
Break fast Mid-day Evehing
of b ’ of b of b

WEEKENDS (Saturday and Sunday)

Average Number of Meals Attended During a Typical Month
. Break fast Mid-day Evening
of 8 of 8 of 8




SUBSTITUTE CAFETERIA SERVICE FOR THE DINING HALL

All airmen will be put on separate rations. The dining hall will be replaced by a

cafeteria in which you will pay for only those items selected, rather than paying for a
totsl meal.

YOUR ESTIMATED MEAL ATTENDANCE IF CHANGES ARE MADE
WEEKDAYS (Morday *-u Friday)
Average Number of Meals Attarded During a Typical Week

Breakfast Mic-day Evening
of 5 of 5 of b

WEEKENDS (Saturday and Sunday)

. Average Numbar of Meals Attended During a Typical Month
Breakfast Mid-day Evening
of 8 of 8 of B




IMPROVE PERSONNEL SERVICES IN THE DINING HALL

This change will include a more chesiful and plaasant attitude on the part of the
headcounter, serving line personnal and those operating the dishwashing area.

What effect, if any, would this change have !n your attandance. Fill in the blanks
below indicating your estimated attendsnce. Aemember, base your estimate on your
current attendance as shown on your attendance record sheet. If you expect the change

) 1o have no effect on your attendance, write in tha numbtrs from your attendance record
sheet.

YOUR ESTIMATED MEAL ATTENDANCE IF THIS CHANGE IS MADE
WEEKDAYS (Monday thru Friday)
Average Number of Meals Attended During a Typical Week

Break fast Mid-day Evening
of 5 of 5 of 5

e

WEEKENDS (Saturday and Sunday)

Average Number of Meals Attended During a Typical Month
Breakfast Mid-day Evening
of 8 of 8 of 8




SUMMARY OF ALL PROPOSED CHANGES

if all the changes were made In your mess hall that you would like to see made,
what would your maximum attendance be in the mess hall?

Tell us what effect, if eny, that ell the changes you would like to see made will
have on your ettendence et the mes hell. Remember that there will probably be certain
meals that you will skip no matter how good the food or service is. Fill in the blanks
below giving us your maximum attendance In the mes hall, if ell the chenges you want
to see are made. Remember, base your estimate on your current attendance as shown
on your attendance sheet. |f you expect this change to have no effect on your ettendanca
write in the numbers from your present ettendance record.

YOUR ESTIMATED MEAL ATTENDANCE IF CHANGES ARE MADE

WEEKDAYS (Mondey thru Friday)

Average Number of Meals Attended During e Typical Week
Breakfast . Mid-dey Evening
of 5 of 5 of 5

WEEKENDS {Seturdey end Sundey)
Averege Number of Meais Attendad During e Typlcal Month

Breakfast Mid-day Evening
of 8 of 8 of 8

Reproduced on the following page are the possible chenges thet could be made in
your dining hell. Look over the |ist agein end circle the numbers of the five (5} chenges

you would most like to ses made in your dining fecility.
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REDUCE THE LEVEL OF NOISE IN THE DINING HALL
Changes will be introduced to aliminats or reduce the noitd in the dining hull that originates from the
kitchen, dishwashing and serving line areas.

SUBSTITUTE CAFETERIA SERVICE FOR THE DINING HALL
All alrmen wlil be put on seperate cations, The dining hail will be replaced by a cafeterla in which
you wlill pay for only those items selected, rether than paylng for & totai meal.

PROVIOE CARRY-QUT SERVICE

Rather than esting In the dining hali, you wili ba permitted to carry-out short order items (such as,
hamburgers, chsessburgers, hot dogs snd other sandwiches, franch fries, carbonated beverages and desserts)
o eat alsewhers,

INCREASE THE QUANTITY OF FOCO SERVED
Larper portions of the foods, partioularly meats and demarts, will ba sarved. Sufficient amounts of food
will ba avallable %0 that the mont desirable items will not run out befors you ara served,

INCREASE THE VARIETY OF FOODS SERVEOQ
Offer a grostar choice of sach type of food {for instance, twg ar threa different maats, potatoes, vegetables
and desserts) at each meal.

OFFER SPECIAL EVENING MEALS

For instance, a speckity menu (such a1, Chinese, Italisn, Mexican, or Soul food) will be affered sach
evning in one dining hail. [t might also include such featurss as table service by waiters and waitresses,
candlolight and table cloths. You wili ba allowed to Invite family and friends to ast on tertain occaslons,

IMPROVE PERSONNEL SERVICES IN THE OINING HALL
This changs wlill include a more chaerful and pleatant attitude on the pert of the haedcounter, serving
fine persornei st thoswe operating the dishweshing area,

LOCATE DINING FACILITIES NEARER TO YOUR WORK ANO BARRACKS
Short order foods and cartaln other iterms (such 43, soups and saleds) wili ba affered at “snack bers”
focated mora conventently to your worksite anvi housing eraa then are the dining halls.

MPROVE THE APPEARANCE OF THE DINING HALL

The sppesranca of the dinlng hall wlll be changed to be less military through the us af hrighter colors,
draperies, carpeting, different furnitura and booths, lighting and ather features o provide an atmosphera similar
to the “better” cafeterias and resteurants in which you hava astan,

IMPROVE THE QUALITY OF MEALS
The quality and sppesrancs of the food served In tha dining hail will be improved ta 1 leval similer
to that you can obtsin from a * “ cafeterla of restaurent.

iNTRODUCE CANTEEN TRUCK MEAL SERVICE
Maals wiil be dalivarsd by cantssn truck and served at your worksita instead of requiring you to sttand
a dining facility to est,

KEEP THE OINING HALL CLEANER
The floors, tables and chars, beversge dispensers snd other service aress wilj ba kept ciean, and fjies
and other pests will ba eliminated.

ALLOW BELF-SERVICE
irstend of being served wach itam, as is now Cdona In tha dining halls, you wili be permitted ta sarve
yourself most items from a buffatstyle servica line.

REDUCE WAITING LINES
The length of time required to walt for headcount, in tha sarving line and st the dishwashing ares wili
be raduced to & minimum by providing faster seevice,

INSTALL AIRCONDITIONING

Airconditioning will be installed 1o control tamperature and humidity in the dining heil, particulerly
during hot westher,

ELIMINATE SELF-BUSSING

Whan finished sating, you ara now required to ramova your dishes and tray to the dishwashing arsa.
Instead, sither dining hafl attandants will be provided to perform this mrvice, or carts Wil be convaniently
located near your table st which you may deposit your dishes and trey on lsaving the dining fachity.

ADD LOUNGE AND WASHROOM FACILITIES
A lounge with washroom facilitias for your um will be locuted at of nesr to tha entrance ta the dinlig
hall.

PROVIDE SMALLER OINING ROOMS OR AREAS

Prewntly, tha dining hall provides & single, lerge aating speca. This changs will result in subdlividing
this spece Into smalier rooms or arwas, sach with fewaer tblas, in which to sat.
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~ Now place the numbers of these five changes in the order of their importance to
you on the five linés below.

(Most important of the five chenges selected)
(Second most important of the five chenges selected)
(Third most important of the five changes selected)
(Fourth most important of the five chenges salected)
(Fifth most importent of the five changes selected)

U R S

You have now finished the questionnaire. |f we have overlooked enything about
your mess hall that you would like to call to our ettention, write it in the space below.

Thank you again for your cooperation and essistance.
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APPENDIX C

STATISTICAL TABLES AND SUMMARIES




~ The following four figures present the enalysis of verience-Figures C-2 end C4, end
Newman-Keuls tests for ordered meens on Figures C-3 and C-b.

The ANOVA design Is a single factor repeated mees:’es experiment with 21 (in
interviews) and 18 {in questionnaires) levals. In esch ANOVA table, the total varience
Is broken down into three orthogonal components: Factor (ICHGI or CHGARY), Fector
by UNIT (subject) eand UNIT (subject). Veriance between subjects is the UNIT component.
Verienca within subjects — which is to say differences In interview judgements or
questionnaire responses — ere due to the experimental treatment (Proposed Changes) and
the Interaction between treatment end subjucts. The ANOVA design is graphically
represented in Figure C-1.

The Newmen-Keuls test for ordered meens displeys each of the possible peir wise
comparisons. Cells in which the difference between means is greater than the required
critical velue ere statistically significant {(1—a = 01). Cells with no numerical entry indicate
that the respective mesns are not significantly different from each other.
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